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A New Standard 
 
When our administration launched our Customer Service 
Initiative in June of 2016, our goal was to set a new 
standard across state agencies and change the culture 
throughout government to improve services for all 
citizens. 
 
Marylanders expect the best possible customer service 
from their state government, and that is exactly what 
they deserve. With the launch of our statewide Customer 
Service Initiative, we are working to continually improve 
state agencies and give our workforce the leadership, the 
training, and tools they need to be successful. 

 
Our primary objective was for each state agency to create 
a customer service improvement plan reflective of the 
specific services they provide to Marylanders. Plans included initiatives surrounding team training and 
recognition, performance measures, and the collection of customer feedback. And all improvement 
Ǉƭŀƴǎ ƴŜŜŘŜŘ ǘƻ ŀŘƘŜǊŜ ǘƻ ǘƘŜ ǇǊƛƴŎƛǇƭŜǎ ƻŦ ǘƘŜ DƻǾŜǊƴƻǊΩǎ /ǳǎǘƻƳŜr Service Promise, a new pledge for 
state government to be: 

 
ǒ Friendly and Courteous 
ǒ Timely and Responsive 
ǒ Accurate and Consistent 
ǒ Accessible and Convenient 
ǒ Truthful and Transparent 

 
¢ƘŜ DƻǾŜǊƴƻǊΩǎ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ ²ƻǊƪƎǊƻǳǇ ǿŀǎ ǘŀǎƪŜŘ ǿƛǘƘ ƛƳǇƭŜƳŜƴǘƛƴƎ ǘƘŜ initiative and 
monitoring its success, and providing our administration with an annual review of the progress made at 
each agency. This report outlines our collective accomplishments over the past year, and we are proud 
to share this success story with our customers ς the constituents, businesses, and stakeholders of this 
great state. Agency-specific details can also be found on their respective websites. 
 
Special thanks go to the members of the Workgroup for their diligent efforts, including Chair Gregory 
5ŜǊǿŀǊǘΣ ±ƛŎŜ /ƘŀƛǊ wŀƴŘŀƭƭ bƛȄƻƴΣ ±ƛŎŜ /ƘŀƛǊ aƛƪŜ aƻǊŜƭƭƻΣ ŀƴŘ ǘƘŜ ǘŜŀƳ ŦǊƻƳ ǘƘŜ DƻǾŜǊƴƻǊΩǎ hŦŦƛŎŜ ƻŦ 
Performance Improvement for compiling the data and stories that define these initial achievements. 

 
But stay tuned, because with this new standard in plŀŎŜ ǿŜΩǊŜ Ƨǳǎǘ ƎŜǘǘƛƴƎ ǎǘŀǊǘŜŘΗ 
 
 
 
 
Larry Hogan 
Governor 
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The Voice of the Customer 
 
Before the Hogan Administration took office, the measurement of customer satisfaction with state 
services and agencies was anecdotal at best. Several agencies had their own program-specific surveys, 
but the state as a whole had not analyzed overall satisfaction. Governor Larry Hogan and Lt. Governor 
Boyd Rutherford made it a priority to initiate this performance metric so that success could be 
measured moving forward. 
 
After agencies drafted and initiated their improvement plans in the autumn of 2016, a simple three-
question online survey was created, which went live in January of 2017. The survey was designed to 
gauge constituent satisfaction with services they received from the state. Links to the survey were made 
available on agency websites, in the signature block of state team member e-mails, and from the 
DƻǾŜǊƴƻǊΩǎ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ ǿŜō ǇŀƎŜ ŀǘ http://www.maryland.gov/pages/customerservice.aspx.  

 
 

 
 
Help us serve you better by completing this Customer Satisfaction Survey. 
 
Overall, how satisfied are you with the customer service provided? (required)* 
 Very 

Satisfied 
Somewhat 
Satisfied 

 
Neutral 

Somewhat 
Dissatisfied 

 
Very Dissatisfied 

      
 
Please rate our customer service on the following attributes: (required)* 
 Very 

Satisfied 
Somewhat 
Satisfied 

 
Neutral 

Somewhat 
Dissatisfied 

 
Very Dissatisfied 

 
Friendly and Courteous      
Timely and Responsive      
Accurate and Consistent      
Accessible and Convenient      
Truthful and Transparent      

 
 
Reason for your contact with the state: 
 
Comments/suggestions about our service: 

http://www.maryland.gov/pages/customerservice.aspx
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The survey has seen sustained engagement, gathering 
almost 10,700 constituent responses from January through 
June of 2017. In addition, nearly 400 responses were 
submitted by state workers about their interactions with 
other state agencies. All told, this amounted to just over 
11,000 survey submissions in this six-month period; well on 
pace to break the 20,000 survey mark before the end of 
2017.  
Survey volume has been consistently high week-over-week, 
with the largest week bringing in 660 constituent surveys. 
Even the the lowest-volume week saw over 300 constituent 
submissions.  

 
Seven agencies received over 800 surveys each between January and June, 2017: Labor (1,312); Human 
Services (1,289); Transportation (1,113); Education (1,164); Health (1,029); Natural Resources (871); and 
Environment (868). These seven agencies represent over 70% of the survey responses collected. Of the 
other participating agencies, 14 received between 100 and 300 responses, while the remaining 
organizations were rated by constituents between one and 80 times.  
 
hǾŜǊŀƭƭ ǎŀǘƛǎŦŀŎǘƛƻƴ όŘŜŦƛƴŜŘ ōȅ ǘƘƻǎŜ ǿƘƻ ǊŜǎǇƻƴŘŜŘ ŀǎ ά±ŜǊȅ {ŀǘƛǎŦƛŜŘέ ƻǊ ά{ƻƳŜǿƘŀǘ {ŀǘƛǎŦƛŜŘέύ ǿŀǎ 
81.2% in the first quarter of 2017, rising to 82.1% in the second quarter, for a total overall rating of 
81.7%. Of the 21 agencies that received more than 100 survey responses, 14 of them had overall 
satisfaction ratings above the total overall average. This includes Small, Minority, and Women Business 
Affairs (96.1%); Emergency Management (95.1%); Housing and Community Development (93.2%); 
Commerce (92.9%); Natural Resources (90.7%); Juvenile Services (87.7%); Assessments and Taxation 
(87.5%); Environment (86.3%); Labor (85.9%); Secretary of State (85.4%); Performance Improvement 
(84.4%); Budget and Management (83.3%); Education (82.5%); and the Lottery and Gaming Control 
Agency (82.0%). 
 
Improvement in overall customer 
satisfaction is apparent across the 
agencies. Statewide, overall satisfaction 
increased from 81.2% satisfied in the first 
quarter to 82.1% in the second quarter, an 
increase of almost a full percentage point 
while also increasing in the number of 
responses. Individually, 16 of the 37 
participating agencies saw increases in 
their second quarter rating of overall 
customer service over their first quarter 
scores. 

 
When asked to rate the service provided 
by the state based on the five attributes 
ǎǇŜŎƛŦƛŜŘ ƛƴ ǘƘŜ DƻǾŜǊƴƻǊΩǎ /ǳǎǘƻƳŜǊ 
Service Promise, constituent satisfaction 

άThe document I needed 

was emailed back to me 

faster than I ever thought 

possible! The folks in this 

office really have their 

act together! Thank you 

to them all!έ 

 

% of Constituent  
wŜǎǇƻƴŘŜƴǘǎ ά{ŀǘƛǎŦƛŜŘέ 
Jan. 1, 2017 - Jun. 30, 2017 

Total 

 

Overall Satisfaction  81.7% 

Satisfaction by Customer 
Service Promise Attribute 

 

Friendly and Courteous 84.2% 

Timely and Responsive 82.6% 

Accurate and Consistent 81.7% 

Accessible and Convenient 82.0% 

Truthful and Transparent 81.7% 
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with the individual values was equally as high, if not higher, than the overall satisfaction score.  
 
As with overall satisfaction, ratings for the second quarter improved for each Customer Service Promise 
attribute over the first quarter.  
 
In addition to the numeric satisfaction data collected by the survey, agencies also receive valuable 
insight on their performance via the comments included with the responses. Whether the comment is a 
compliment about the service provided by an individual agency team member, a complaint about a 
particular process, or a request for assistance, each comment is reviewed by the intended agency. Then, 
follow-up action is taken as necessary. 
 
CƻǊ ŜŀŎƘ ǎǳǊǾŜȅ ǎǳōƳƛǘǘŜŘ ǘƘŀǘ ƛƴŎƭǳŘŜǎ ŎƻƴǘŀŎǘ ƛƴŦƻǊƳŀǘƛƻƴΣ ǘƘŜ DƻǾŜǊƴƻǊΩǎ /ƻƴǎǘƛǘǳŜƴǘ {ŜǊǾƛŎŜǎ ƻŦŦƛŎŜ 
ŎǊŜŀǘŜǎ ŀ ǊŜŎƻǊŘ ƛƴ ƛǘǎ ŎƻƴǘŀŎǘ ƳŀƴŀƎŜƳŜƴǘ ǎȅǎǘŜƳΦ ¢Ƙƛǎ ŀƭƭƻǿǎ ǘƘŜ ǎǘŀǘŜΩǎ ŜȄŜŎǳǘƛve leadership to track 
the status of agency interactions to ensure that citizens are receiving a response to their comments as 
ǿŜƭƭ ŀǎ ƎŜǘǘƛƴƎ ŀǎǎƛǎǘŀƴŎŜ ǿƘŜƴ ƛǘ ƛǎ ǊŜǉǳŜǎǘŜŘΦ hŦ ǘƘŜ ƻǾŜǊ рΣфлл ǊŜŎƻǊŘǎ ŎǊŜŀǘŜŘ ŦǊƻƳ ǘƘŜ DƻǾŜǊƴƻǊΩǎ 
Customer Service Survey submission, the average response time is just over five days. 

 
 
 
Customer Experience Success Stories 
 
Improving customer experience means looking at procedures from multiple perspectives. For example, 
by improving business processes we are able to reduce the time it takes to process applications, 
licenses, and permits. State agencies are using proven performance and process improvement 
techniques such as Lean Management to eliminate waste, remove bottlenecks in transaction processing, 
and to reduce errors and re-work.  

 
Agencies are also delivering more solutions online so that information and transactions can be 
completed on-demand 24 hours a day, 7 days a week, 365 days a year. 

 
Here are some of our success stories.  
 

At the Maryland Department of Housing and Community Development, 
improving the customer experience included moving applications from 
paper to online so that business owners and municipalities can easily apply 
for the Neighborhood BusinessWorks program and the Local Government 
Infrastructure Financing program. The Neighborhood Revitalization 
program also automated its customer-facing grants system so that 
hundreds of users can now submit payment requests and tax credit 
certifications online.  

 
Also, programs like the Maryland Mortgage SmartBuy program improves the customer experience by 
supporting Marylanders with student loan debt to make homeownership a reality. 
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Whether it is an entrepreneur trying to start a 
business, or a corporation in existence for decades, 
the Maryland Department of Assessments and 
Taxation maintains the paperwork that allows 

businesses to operate in Maryland. Two years ago, most charter filing transactions were completed by 
mail or in-person. If a customer wanted to start a business or reserve a trade name in Maryland, they 
had to wait 10 weeks while paperwork was processed. After a business owner filed their annual 
Personal Property Return, they had to wait 14 weeks for assessors to review the submission.  

 
Today, thanks to a strong push to improve the customer experience, Maryland Business Express, an 
award winning online platform, is available for filing business paperwork and requesting documents 
online. More than half of all documents are now filed online, 40% are performed outside of normal 
business hours, and 1 in 5 users access Maryland Business Express on a mobile device. The time to 
process document copy requests has been reduced from 10 weeks to 5 weeks; business formation 
processing has been reduced from 10 weeks to 4 weeks; trade name processing times have been 
reduced from 10 weeks to 48 hours; the time it takes to process business filings decreased from 57 days 
in 2015 to 28 days; and the average wait times at the Customer Service Counter has decreased from 45 
ƳƛƴǳǘŜǎ ǘƻ ƭŜǎǎ ǘƘŀƴ олΣ Ǉƭǳǎ ǘƘŜǊŜ ƛǎ ƴƻ ǿŀƛǘ ǘƛƳŜ ƛƴ ǘƘŜ 5ŜǇŀǊǘƳŜƴǘΩǎ нп ƭƻŎŀƭ ƻŦŦƛŎŜǎ ōŜŎŀǳǎŜ ǎǘŀŦŦ ŀǊŜ 
always available to interact with walk-in customers.  
 
At the Maryland Department of Transportation, 
the best way to serve its customers is to offer 
online, on-demand options to conduct business, 
with increasing emphasis on customer 
ŜƴƎŀƎŜƳŜƴǘ ǘƘǊƻǳƎƘ ƳƻōƛƭŜ ŘŜǾƛŎŜǎΦ a5h¢Ωǎ 
new OneStopShop was created to make it easier 
to purchase an E-Z Pass, register a vehicle, buy 
or reload a CharmCard (a rechargeable smart 
fare transit card), obtain a hauling permit, and 
more. Even when a personal visit to an MDOT 
office is needed, innovations in customer service 
can expedite the process. For example, 
customers can make appointments to go into a 
Motor Vehicle Administration branch office and 
will be seen within 15 minutes of their 
appointment time.  
 

The Maryland Department of Health is also 
improving the customer experience from multiple 
perspectives. In January 2017, the Medicaid 
program implemented an online claims submission 
process. Prior to this, healthcare providers 

typically submitted paper claims, resulting in a 6-8 month time lag before claims were processed. As a 
ǊŜǎǳƭǘ ƻŦ ǘƘŜ ƴŜǿ ǇǊƻŎŜǎǎΣ ǇǊƻǾƛŘŜǊǎ ŀǊŜ ŀōƭŜ ǘƻ ŘƛǊŜŎǘƭȅ ŜƴǘŜǊ tŀǊǘ . ŎƭŀƛƳǎ ƛƴ ǘƘŜ 5ŜǇŀǊǘƳŜƴǘΩǎ 
eMedicaid Portal. Claims entered before 3pm Monday through Friday are processed the same day and 
paid within the same week. Since January, the Department has processed more than 88,000 claims.  
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The Maryland Department of the Environment is improving the customer 
experience with solutions like the ePayments Portal that allows customers to 
pay invoices online, replacing paper processes. The National Pollutant 
Discharge Elimination System now offers online submission and payment for 
Stormwater Discharge Permits associated with General Construction Activities. 
The Water Supply Information and Permitting System is also now online 
enabled for the approval of water appropriation permit applications, and the 
subsequent monitoring of performance compliance. Users can easily check the 

status of permit applications. The Department is now also modernizing its Electronic Permit Tracking 
System to improve the customer experience. 
 

 
 

One way that the Maryland Department of Juvenile Services is 
improving the customer experience is by continually listening to 
its customers to enhance the user experience and ease of 
accessibility of its website.  For example, in response to 
inquiries from families, the Department website has a page that 
provides the menus and food for the month for each of its 13 

secure facilities so that families can have confidence their kids are receiving balanced meals while in 
detention.   

 
In FY 2018, Juvenile Services plans to launch a family engagement page which will provide important 
information about the department and the juvenile justice process, including an events calendar page to 
display events at each facility where families can participate in family engagement events with the 
5ŜǇŀǊǘƳŜƴǘΩǎ ȅƻǳǘƘΦ   
 
 

 
At the Maryland Department of Labor, Licensing and Regulation, 
improving the customer experience includes innovative programs 
like Maryland Apprenticeship 2.0. Through the passage of House Bill 
467 ς Providing Our Workers Education and Readiness (POWER) ς 

ApprenticeǎƘƛǇ !ŎǘΣ ǘƘŜ 5ŜǇŀǊǘƳŜƴǘΩǎ 5ƛǾƛǎƛƻƴ ƻŦ ²ƻǊƪŦƻǊŎŜ 5ŜǾŜƭƻǇƳŜƴǘ ŀƴŘ !Řǳƭǘ [ŜŀǊƴƛƴƎ ƻŦŦŜǊǎ ǘƘŜ 
Maryland Apprenticeship and Training Program (MATP). Apprenticeships combine supervised, 
structured, on-the-job training and related technical instruction to teach apprentices the skills necessary 
to succeed in a specific occupation. The apprentice works full-time and receives training for a sponsoring 
organization. As the apprentice completes training and demonstrates skills mastery, the percentage of 
ŀƴ ŀǇǇǊŜƴǘƛŎŜΩǎ wage increases until the apprentice completes the program and then makes the 
ƧƻǳǊƴŜȅǇŜǊǎƻƴΩǎ ǿŀƎŜΦ ¢ƘŜǊŜ ŀǊŜ ƻǾŜǊ нол ǊŜƎƛǎǘŜǊŜŘ ƻŎŎǳǇŀǘƛƻƴǎ ŀƴŘ ƻǾŜǊ фΣллл ǊŜƎƛǎǘŜǊŜŘ 
apprentices.  
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Timely Responsiveness 
 
Timely and efficient responsiveness is a basic hallmark of providing good customer service, with the 
understanding that responding to a customer inquiry in a timely manner does not mean the same thing 
in every instance. Timeliness is determined by both the process in question as well as any regulatory 
guidance. Completing a background investigation is not held to the same timeline as acknowledging an 
e-mail. The common thread, though, is meeting the expectation that was set for the customer. A 
number of state agencies and departments have established intŜǊƴŀƭ ǊǳƭŜǎ ŀǎ άōŀǎƛŎέ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ 
guidelines. Responding to social media messages within 24 hours is relatively common, though some 
agencies far exceed that expectation. Standard business practices in many agencies require that e-mails, 
telephone messages, and written correspondence be replied to within 24 ς 48 hours. But there are 
ǘƛƳŜǎ ǿƘŜƴ ǊŜǎƻƭǾƛƴƎ ŀƴ ƛǎǎǳŜ ǿƛǘƘƛƴ пу ƘƻǳǊǎ ǎƛƳǇƭȅ ƛǎƴΩǘ ǇƻǎǎƛōƭŜΦ Lǘ ƛǎ ŦƻǊ ƛƴǎǘŀƴŎŜǎ ƭƛƪŜ ǘƘƛǎ ǘƘŀǘ ǘƘŜ 
Department of General Services requires that all inquiries at least be acknowledged by e-mail or phone 
within 24 hours, even if no final resolution is achieved at that time, to provide the customer with the 
knowledge that their question was received and is being addressed, as opposed to being left to wonder 
if they had even been heard. 

 
Process changes can lead to significant reductions in the 
amount of time it takes to resolve a problem or complete a 
customer request. At the Department of Housing and 
Community Development, the staff in the customer service 
division were all cross-trained and given access to the 
customer service phone line and the general customer service 
e-mail inbox. This change now allows all of the customer 
service staff ς not just the telephone operators ς to assist with 
phone calls during periods of high call volume, as well as to 
more quickly attend to incoming e-mail requests. The 
Maryland Department of the Environment used a performance 
improvement system to streamline its Lead Rental Registry 
system. The result of that project eliminated a three week long 
backlog of responses to customers and reduced the time to 
respond to new inquiries to 24 hours or less. 

 
Hours of Operation 
 
In order for the state to meet the needs of its customers, services need to be offered at times which are 
ŎƻƴǾŜƴƛŜƴǘ ǘƻ ǘƘŜ ǳǎŜǊΦ !ǎ ǇŀǊǘ ƻŦ ǘƘŜ DƻǾŜǊƴƻǊΩǎ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ LƴƛǘƛŀǘƛǾŜΣ ŀƎŜƴŎƛŜǎ ǿŜǊŜ ŀǎƪŜŘ ǘƻ 
review their hours of operation to better align service hours with the availability of their customers. 
While standard office hours remained largely consistent, other accommodations were made by agencies 
to bring services to the constituents on their time.   

 
At the Maryland Environmental Services, a number of employees are provided with cell phones so they 
can be contacted outside of their normal work hours if needed. Additionally, many employees work 
outside of normal business hours ς either on-call or even on-site ς to meet customer needs. The 
Department of Juvenile Services keeps their community offices open late on certain days to meet with 

ά!ǎ ǘƘŜ ǇǊŜǎƛŘŜƴǘ ƻŦ aŜŘ{ǘŀǊ 

Franklin Square Medical 

Center, let me clearly state 

how impressed I have been 

with the customer focus 

from DBM. It shows how the 

Hogan Administration is 

living up to its Customer 

Service Promise. This is 

another example of good 

ƎƻǾŜǊƴƳŜƴǘ ƛƴ ŀŎǘƛƻƴΦέ 
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families in order to accommodate work and home-life schedules. This happens on both an as-needed 
basis and, as in the case of Wednesdays at their Baltimore City offices, as part of a regular schedule. 

 
The ultimate goal is to make services available on-demand. By 
moving processes online, the customer is able to complete their 
transactions with the state when they want, no longer 
constrained by complications such as office hours, remote 
locations, and transportation issues. Agencies such as the 
Department of Housing and Community Development, the 
Maryland State Police, the Department of Human Services, the 
Maryland Energy Administration moved a number of their 
program applications online. At the Department of Assessments 
and Taxation, 40% of the transactions on the online Maryland 
.ǳǎƛƴŜǎǎ 9ȄǇǊŜǎǎ ǇƭŀǘŦƻǊƳ ŀǊŜ ǇŜǊŦƻǊƳŜŘ ƻǳǘǎƛŘŜ ƻŦ άǎǘŀƴŘŀǊŘέ 
business hours, and one in five users access Business Express on a 
mobile device. The Department of Transportation created an online one-stop shop to bring together the 
most popular customer service needs from across their transportation business units. The Department 
of Labor, Licensing, and Regulation is exploring a similar licensing one-stop shop concept for 
implementation in the near future.  

 
Embracing the shift to mobile technologies, the Maryland Lottery and Gaming Control Agency has 
created mobile apps that allow users to check their scratch-off tickets for winners, create a digital 
lottery ticket that can then be scanned at their retail location of choice to purchase an actual lottery 
ticket, find the latest winning lottery number, view Keno and Racetrax game winners, and more. In fiscal 
year 2017, these Lottery apps were downloaded almost 320,000 times. 

 
 

Connecting Online & Going Social 
 
Lƴ ǘƻŘŀȅΩǎ ƳƻŘŜǊƴ ŀƎŜΣ ƛƴŦƻǊƳŀǘƛƻƴ ƛǎ ǎƘŀǊŜŘ ŀǘ ǘƘŜ ǎǇŜŜŘ ƻŦ ǘƘŜ ƛƴǘŜǊƴŜǘΦ bƻ ƭƻƴƎŜǊ ƛǎ ƛǘ ƴŜŎŜǎǎŀǊȅ ǘƻ 
ǿŀƛǘ ŦƻǊ ǘƘŜ ōǊƻŀŘŎŀǎǘ ƴŜǿǎ ƻǊ ǘƻƳƻǊǊƻǿΩǎ ƳƻǊƴƛƴƎ ŜŘƛǘƛƻƴ ǘƻ ƎŜǘ ǘƘŜ ƴŜǿǎ ƻŦ ǘƘŜ ŘŀȅΦ LƴǎǘŜŀŘΣ ŎǊƛǘƛŎŀƭ 
updates can be pushed to those who most need it whenever they need it. The use of websites and social 
media now allow state agencies to communicate directly and immediately via rich, interactive media. 

 
Every state agency has a website. Combined, those webpages were viewed over 47 million times in fiscal 
year 2017. While the websites vary in content from agency to agency, each is intended to provide the 
public with information and resources. Contact information, published reports, datasets; these are 
common among the agency websites. A number of agencies offer very interactive services via their sites. 
While not every service or process is available online, the option to complete an application online is 
becoming more and more common across state websites. Whether it is the ability to renew yoǳǊ ŘǊƛǾŜǊΩǎ 
ƭƛŎŜƴǎŜ Ǿƛŀ ǘƘŜ aƻǘƻǊ ±ŜƘƛŎƭŜ !ŘƳƛƴƛǎǘǊŀǘƛƻƴΩǎ ǿŜōǎƛǘŜ ƻǊ ǊŜǎŜǊǾŜ ŀ ŎŀƳǇǎƛǘŜ ƻƴ ǘƘŜ 5ŜǇŀǊǘƳŜƴǘ ƻŦ 
bŀǘǳǊŀƭ wŜǎƻǳǊŎŜǎΩ ƻƴƭƛƴŜ /ƻƳǇŀǎǎ ǎƛǘŜΣ ƻŦŦŜǊƛƴƎ ǘƘŜǎŜ ƪƛƴŘǎ ƻŦ ǎŜǊǾƛŎŜǎ ǘƻ ǘƘŜ ǇǳōƭƛŎ ƻƴ ǘƘŜƛǊ ǎŎƘŜŘǳƭŜ ƛǎ 
the goal. 

 
Customized reporting and dashboards provide user-driven, real-time reporting options for interested 
ǇŀǊǘƛŜǎΦ ¢ƘŜ aŀǊȅƭŀƴŘ {ǘŀǘŜ 5ŜǇŀǊǘƳŜƴǘ ƻŦ 9ŘǳŎŀǘƛƻƴΩǎ {ǘŀǘŜ wŜǇƻǊǘ /ŀǊŘ ŀƴŘ ǘƘŜ aŀǊȅƭŀƴŘ 5ŜǇŀǊǘƳŜƴǘ 
ƻŦ IŜŀƭǘƘΩǎ ±ƛǘŀƭ {ǘŀǘƛǎǘƛŎǎ ƻƴƭƛƴŜ ƛƴǘŜǊŦŀŎŜ ŀǊŜ ōƻǘƘ ŜȄŎŜƭƭŜƴǘ ŜȄŀƳǇƭŜǎ ƻŦ ƻƴ-demand reporting that is 

άLǘ ǿŀǎ ǎƻ ǊŜŦǊŜǎƘƛƴƎ ǘƻ 

be able to speak to a 

person that cared about 

your issues. Your 

customer service is 

ŜȄŎŜƭƭŜƴǘΗέ 
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ǇǊƻŘǳŎŜŘ ōȅ ǘƘŜ ǳǎŜǊΣ ƴƻǘ ǘƘŜ ǊŜǇƻǊǘΦ !ƴƻǘƘŜǊ ƎǊŜŀǘ ŜȄŀƳǇƭŜ ƛǎ ǘƘŜ DƻǾŜǊƴƻǊΩǎ hŦŦƛŎŜ ŦƻǊ /ƘƛƭŘǊŜƴΩǎ 
Child Well-Being Scorecards. The Scorecards include performance measures that are populated with 
data not just from state agencies, but also from Local Management Boards ς county and municipal 
entities partnered with the state to provide services beyond what either could do alone. 

 
{ƻŎƛŀƭ ƳŜŘƛŀ ƛǎ ƴƻǿ ŀ ŎǊƛǘƛŎŀƭ ǇƻǊǘƛƻƴ ƻŦ ǎǘŀǘŜ ŀƎŜƴŎƛŜǎΩ ƻƴƭƛƴŜ ǎǘǊŀǘŜƎȅΦ bŜŀǊƭȅ ŜǾŜǊȅ ŀƎŜƴŎȅ ǳǘƛƭƛȊŜǎ 
Facebook and Twitter to broadcast information on at least a semi-regular basis. These stories reach the 

over 740,000 followers of state 
agencies and departments on 
Facebook, and over 345,000 
Twitter followers. 

 
Some agencies have a set of 
minimum standards for social 
media use; for example Maryland 
Environmental Services reports 
that they have established a 
minimum for themselves to post 
on Facebook at least five times 
each week. Other agencies post 
ƻǊ ǘǿŜŜǘ ƻƴ ŀƴ άŀǎ ƴŜŜŘŜŘέ 
schedule, but make a concerted 
point of responding to messages 
received via their social media 

accounts within a very short timeframe. The Department of Housing and Community Development 
reports that they typically respond to messages to their Facebook page within seven minutes.  

 
The MarȅƭŀƴŘ 9ƳŜǊƎŜƴŎȅ aŀƴŀƎŜƳŜƴǘ !ƎŜƴŎȅ ǊŜŎŜƛǾŜŘ ŀ ά±ŜǊȅ wŜǎǇƻƴǎƛǾŜέ ǊŀǘƛƴƎ ŦǊƻƳ CŀŎŜōƻƻƪ ŦƻǊ 
responding to 90% of messages in less than five minutes. MEMA became the first state emergency 
management agency in the nation to join Nextdoor, a private social network that allows them to target 
information with communities by geography. This gets timely preparedness and alert information 
directly to the residents who need it. 
 
At the Maryland Department of Commerce, Development Counsellors International (DCI), an agency 
that specializes in marketing locations for tourism and economic development, recently released its 
analysis of all 50 state economic development agencies and their social media presence and following. 
DCI tracked social media activity for a six-month period and monitored number of followers, 
engagement and reach across Twitter, Facebook, YouTube and Instagram. In their report of findings, DCI 
ranked Maryland as the #5 state for overall social activity and #2 for Twitter (Activity on LinkedIn was 
not available for their analysis). 
 
¢ƘŜ DƻǾŜǊƴƻǊΩǎ /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ LƴƛǘƛŀǘƛǾŜ ǇǊƻƳǇǘŜŘ ŀ ƴǳƳōŜǊ ƻŦ ŀƎŜƴŎƛŜǎ ǘƻ ŜȄǇŀƴŘ ǘƘŜƛǊ ǎƻŎƛŀƭ ƳŜŘƛŀ 
ǇǊŜǎŜƴŎŜ ŀƴŘ ǳǎŀƎŜΦ Lƴ нлмтΣ ǘƘŜ aŀǊȅƭŀƴŘ {ǘŀǘŜ tƻƭƛŎŜ ƛƴŎǊŜŀǎŜŘ ǘƘŜƛǊ CŀŎŜōƻƻƪ άŦǊƛŜƴŘǎέκƭƛƪŜǎ ōȅ 
17,000 and Twitter followers by 8,300. The Department of Human Services more than doubled their 
Twitter followers, as did the Maryland Department of Transportation, who also tripled their number of 
CŀŎŜōƻƻƪ άŦǊƛŜƴŘǎέκƭƛƪŜǎΦ  Other common additions to the social media outlets used by agencies include 
Instagram, Snapchat, and LinkedIn.   


